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BIRCH TELECOMMUNICATIONS
ACTION PLAN

The pUIpose of this document is to present an Action Plan to assist in
increasing electronic ordering, improve flow through results, and reduce
clarificationS. This recommendation comes after a 5-month review ofPONS
submitted electronically.

After reviewing the number of orders being submitted electronically, over a
5-month period, I believe that concentrated efforts in the following areas
would increase your electronic ordering, thus improving flow through,
resulting in iii reduction in clarifications.

Targeted Areas:

• Electronic Flow·tllru Improvement vs. Clarification Reduction

Currently, the overall flow-thru rate is 67.70%. I recommend that you
increase thatrate monthly by 5%. In formation regarding the percentage of
flow-thru will be provided monthly.

•:. Next Steps:

Provide monthly activity report on percentage of flow-thru orders.
Improve flow-thru percentage to 90% and above and sustain it over
time.

~ Recommended Target Improvement Tlmeline for increase
flow-thru percentage:

August 75%
September 80%
October 85%
November 90%
December 95%

September 2001, evaluate 2nrt Quarter progress, and update action
plan (when apprC1priate).
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• Reduce clarification rate to less than 20% and sustain it over time by
utilizing the per-order functions, and reviewing the BellSouth
Business Rules: (See attached document for Web address). Currently
the clarification rate is 39.17%. I recommend a reduction rate of 5%
the first month and 10% thereafter.

> Recommended Target Improvement Tlmeline for reducing
c1 arifications;

August 05%
September 15%
October 25%
November 35%

.:. Next Steps:

Provide monthly feedback on Service Order Activity, Service Order
Request Type and Clarification Analysis.

September 2001, evaluate 2nd Quarter progress, and update action plan
(when appropriate).

Ensure all order processing personnel are trained and knowledgeable ofthe
BellSouth IntercolIDection Web-Site, which provides guidance in submitting
Local Service Requests.

• BellSouth Business Rules
• CS01S
• USOC Manual
• Tariffs
• Service Interval Guide
• CCP (Change Control Process)
• Training
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BellSouth
Business Rules

CSOTS

The BellSouth Business Rules playa major factor in provisioning service
orders. With the speed in which the FCC issues mandates the business rules
are constantly changing. I, as well as your provisioning people, have a hard
time keeping up with the changes. BeUSouth is in the process ofreviewing
this documentation to try and determine an easier way to get through this
document.

My recommendation is to have a hard copy on file and have it indexed and
marked for the items that need to be looked up the most. A person in each
area could be assigned to become your Business Rule expert and share their
knowledge with the others as the business rules change.

**See attached document for WEB Site lIddress

csors provides detailed order information on your orders. It provides the
BeUSouth order number. status and due date. This information should be on
all orders as long as you have an FOe. By reviewing this report you can save
valuable time when determining when action is necessary on an order.

For Example:
Have an order that was due yesterday. CSOTS shows that order in CP status,
however your customer states service not working. IF the order is CP do not
call the LCSC. Call either repair or the UNB MTNCE center depending on
the order type. This will save time and effort. If the order is CP it is out of
the LCSC center control.

The same in MA cases as well. IF the order is in MA status send in a SuPP
to request a new Due Date or Cancel PON.

These are just a couple of examples that can save time and allow your
provisioning staff the time to handle more important issues.

*See attached document for WED Site address
** A user ID and Pas5Word is required. This can be obtained from your
Account Team.

USOC Manu:ll Clarifications and orders being provisioned incorrectly are for the incorrect
USOC. usoes are used for different classes of service. FIDS also playa
major role.
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My recommendation is to pull a hard copy or purchase a hard copy ofthis
document. Also have someone assigned as the usoe 8MB. A handbook or
cheat sheet needs to be given to each person. The handbook needs to
associate what usoe goes with the different class of service.

Associate, as many usoes, FIDS and Class Of Service as possible and then
you will have the cbmbinations together.
*See attached document for WEB Site address

Tariff The Tariffplays a major factor in providing information.

It is important that ~ many people as possible knowhow to search both the
General and FCC tariffs.

BellSouth has added a new search engine to use in locating information in the
tariffs found on the WEB site. The General and FCC Tariff for all 9
BellSouth states can be found on the WEB.
*See attached document for WEB Site address

Service Interval The service interval guide provides due date intervals for services offered.
GuidI! These guides can assist in the provisioning oforders. This will provide a

guide for the dates to be assigned on the order.
*See attached document for WEB Site address

Training I would recommend that the CLEC Training Web Site be reviewed to
determine what training is available to assist in provisioning of orders, This
can be either attended individually or in some cases the training can be suit
cased to your location. .
*See attacbed docUment for WEB Site address
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Change Control
Process - CCP

BellSouth
Initiatives

The Change Control Process can be a valued asset to BIRCH. I encourage
you to continue use ofthis process when appropriate. As you know, this
process allows the CLEeS the opportunity to have input in the changes we
make in our processes, documentation change and features to our electronic
systems. You can send in requests, view pending requests and attend
meetings to have your voice heard.
**WEB SITE ADDRESS
http://www.interconnection.bellsouth.com
Select Local E"change Carriers
Select Change Control Process

BellSouth continues to improve our internal processes to further partner with
Birch Telecommunications for success, 'BellSouth is continuing it's efforts in
the following areas:

• New Center in Jacksonville Florida to add more employees
• Training new employees
• Continuation training for existing employees
• Constant monitoring ofLCSC Centers and processes to improve

performance
• Development of employees to improve performance
• Continue enhancements to electronic systems to increase order Flow

Through

This Action Plan is simply a recommendation to further the goal ofboth
BellSouth and Birch Telecommunications in being successful. The
recommendations made are based upon the analysis done on clarifications and
incorrect orders. Based on the analysis done some ofthe same items have
been communicated to the LCSe centers at BellSouth. The overall success of
this Action Plan is that it be communicated to the provisioning group. This
document is not a contract- simply a re-affirmation or Birch
Telecommunications and BellSouth efforts to partner together for success. I
would like to ask that both parties sign-off 6n this summary to simply confirm
that both parties have reviewed. Together we can improve the process.

Prepared By: Faye A. Williams - Customer Support Manager
May 23, 2001

9

9'd E:SE:' mJ AdOl~ln~3d HJdI8



11/09/201'11 19: 13 NO. 465 1;113132

Lacie H8IIllln - CalTier Relaticn.;. Regulatory,

B:::::'A
...~~

JollyPlfIJlet -Dilector l'ro"lWoning. Biroh

K

9~E~..MfJ/
z//fk/

DATE

~4-~1ATE

"f-- 10- 0 I
DAtE

Preparca By: Faye A. Williams - Customer Support Manager
May 23, 2001

10

L·d ESE· CifJ


